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A software company differs from a conventional company in that its creation of value 
arises from, almost singularly, knowledge (i.e. it is a knowledge-based enterprise). Its quality 
can be demonstrated by the knowledge-intensive nature of its products and the considerable 
knowledge and expertise processed by the products’ developers. In addition, the 
manufacturing process is mostly intangible, while the work achievement is difficult to 
quantify, if not impossible. 
In applying Balanced Scorecard Causality, the measurement of learning and growth is 
recognized as the weakest link. The successful application of this approach on software 
enterprise knowledge management is, therefore, a challenging topic needing careful study. 
Attempting to tackle this topic systematically, this paper combines quantitative with 
qualitative method using a case study carried out by questionnaire. Three new key findings 
are made: 
(1) Having studied extant literatures on performance measurement and Balanced 
Scorecard research, the author pays due consideration to academic criticisms on the Kaplan 
and Norton’s Balanced Scorecard. Certain key issues involved in the causality are explored 
extensively. At the same time, the author analyzs System Dynamics and DEMATEL 
(Decision-Making Trial and Evaluation Laboratory), references Abernethy’s method (a 
multi-method approach to building causal performance maps from expert knowledge) which 
illustrates key success factors (KSF). As a result, the basic framework for measuring business 
performance of a software company is constructed by incorporating distinctive features of a 
software company into knowledge management theories. 
(2) By surveying software companies in Xiamen which applied the Balanced Scorecard 
causality to measure business performance, it was found that the application of Balanced 
Scorecard did not yielded satisfactory results. Based on these results, and in light of the 
individual case studies, this paper examins the practical issues on selecting performance 
indicators as a result of the aforementioned causality application .The QSR NVivo software 
was applied in construction of the KSFs causal performance maps, leading to enhanced 
objectivity and completeness regarding expert views and data from the on-site survey. This in 
turn confirms the hypothesis that the selection approach of performance indicators and the 
selection process induces the conversion of individual tacit knowledge into explicit 
organizational knowledge. This results in value creation as well as a strengthened motivation 













Degree papers are in the “Xiamen University Electronic Theses and Dissertations Database”. Full
texts are available in the following ways: 
1. If your library is a CALIS member libraries, please log on http://etd.calis.edu.cn/ and submit
requests online, or consult the interlibrary loan department in your library. 
2. For users of non-CALIS member libraries, please mail to etd@xmu.edu.cn for delivery details.
厦
门
大
学
博
硕
士
论
文
摘
要
库
